
Environmental Quality Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

First Contact Resolution 

Environmental Quality

Top Number - Total Incidents

Bottom Number - FCR Met

Low Medium Total

Capitol Hosting Application Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Server Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 1
0

1
0

2
0

Fuel Network Gascard Card Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



Low Medium Total

Fuel Network Total 1
0

0
0

1
0

Help Desk Application Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0

0

0

2

0

Microsoft 

Access

1

0

0

0

1

0

Microsoft Excel 2

0

0

0

2

0

Microsoft Word 6

0

0

0

6

0

None 13

0

0

0

13

0

Novell 

GroupWise

1

0

0

0

1

0

PGP Desktop 

Security

2

0

0

0

2

0

Systm Microsoft 

Windows XP 

1

1

0

0

1

1

Tempo for 

Windows

2

0

0

0

2

0

Total 30

1

0

0

30

1

Total 30

1

0

0

30

1



Low Medium Total

Metro B 

Desktop 

Support

Application Error Adobe Acrobat 

8.0 

1

1

0

0

1

1

Adobe 

Contribute

1

1

0

0

1

1

Adobe Creative 

Suite 3 Design 

1

1

0

0

1

1

Internet 

Explorer

2

2

0

0

2

2

Microsoft 

Access 2003

2

2

0

0

2

2

Microsoft Word 1

1

0

0

1

1

None 12

8

0

0

12

8

Novell 

GroupWise

5

5

0

0

5

5

Oracle Client 

Software

2

2

0

0

2

2

PGP 1

1

0

0

1

1

Total 28

24

0

0

28

24

Reporting None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 30

25

0

0

30

25

Mobile Devices Error BlackBerry 

Configuration

1

1

0

0

1

1

BlackBerry 

Enterprise 

2

2

0

0

2

2



Low Medium Total

Metro B 

Desktop 

Support

Mobile Devices Error Total 3

3

0

0

3

3

None BlackBerry 

Enterprise 

1

1

0

0

1

1

Total 1

1

0

0

1

1

Total 4

4

0

0

4

4

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident Novell Client 

for 32-bit 

1

1

0

0

1

1

Total 1

1

0

0

1

1

Password Microsoft 

Terminal 

1

1

0

0

1

1

None 1

0

0

0

1

0

Novell Client 

for 32-bit 

6

6

0

0

6

6

Total 8

7

0

0

8

7

Total 10

8

0

0

10

8

PC/Laptop Error None 5

5

0

0

5

5

OpenOffice.org 1

1

0

0

1

1

Total 6

6

0

0

6

6



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware Microsoft 

Windows XP 

1

1

0

0

1

1

None 15

8

0

0

15

8

Smart Label 

Printer

1

1

0

0

1

1

Total 17

10

0

0

17

10

None None 2

2

0

0

2

2

Total 2

2

0

0

2

2

Performance None 3

3

0

0

3

3

Total 3

3

0

0

3

3

Virus None 11

8

0

0

11

8

Symantec 

AntiVirus

2

1

0

0

2

1

Total 13

9

0

0

13

9

Total 41

30

0

0

41

30

Print/Copy/Sca

n/Fax

Error Code DYMO Label 1

1

0

0

1

1

None 2

2

0

0

2

2

Total 3

3

0

0

3

3

Incident None 2

0

0

0

2

0



Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Incident Total 2

0

0

0

2

0

Paper Jam None 2

2

0

0

2

2

Total 2

2

0

0

2

2

Toner/Fuser/Ink None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 8

5

0

0

8

5

Total 123
73

0
0

123
73

Metro B Help 

Desk

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 2

0

0

0

2

0

Total 2

0

0

0

2

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0



Low Medium Total

Voice 

Operations

Telecom Voice Mail Total 1

0

0

0

1

0

Total 4

0

0

0

4

0

Total 4
0

0
0

4
0

Voice/Data/WA

N Services

Telecom Hardware None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Total 131
73

2
0

133
73



Low Medium Total

Capitol Hosting Application Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Server Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 1
0

1
0

2
0

Fuel Network Gascard Card Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Help Desk Application Error None 0

0

1

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



Low Medium Total

Help Desk Application Error Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0

0

0

2

0

Microsoft 

Access

1

0

0

0

1

0

Microsoft Excel 2

0

0

0

2

0

Microsoft Word 6

0

0

0

6

0

None 13

0

0

0

13

0

Novell 

GroupWise

1

0

0

0

1

0

PGP Desktop 

Security

2

0

0

0

2

0

Systm Microsoft 

Windows XP 

1

0

0

0

1

0

Tempo for 

Windows

2

0

0

0

2

0

Total 30

0

0

0

30

0

Total 30

0

0

0

30

0

Application Error Adobe Acrobat 

8.0 

1

0

0

0

1

0

Adobe 

Contribute

1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

Application Error Adobe Creative 

Suite 3 Design 

1

0

0

0

1

0

Internet 

Explorer

2

0

0

0

2

0

Microsoft 

Access 2003

2

0

0

0

2

0

Microsoft Word 1

0

0

0

1

0

None 12

1

0

0

12

1

Novell 

GroupWise

5

0

0

0

5

0

Oracle Client 

Software

2

0

0

0

2

0

PGP 1

0

0

0

1

0

Total 28

1

0

0

28

1

Reporting None 2

1

0

0

2

1

Total 2

1

0

0

2

1

Total 30

2

0

0

30

2

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

BlackBerry 

Enterprise 

2

0

0

0

2

0

Total 3

0

0

0

3

0

None BlackBerry 

Enterprise 

1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

Mobile Devices None Total 1

0

0

0

1

0

Total 4

0

0

0

4

0

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Password Microsoft 

Terminal 

1

0

0

0

1

0

None 1

0

0

0

1

0

Novell Client 

for 32-bit 

6

0

0

0

6

0

Total 8

0

0

0

8

0

Total 10

0

0

0

10

0

PC/Laptop Error None 5

0

0

0

5

0

OpenOffice.org 1

0

0

0

1

0

Total 6

0

0

0

6

0

Hardware Microsoft 

Windows XP 

1

0

0

0

1

0

None 15

0

0

0

15

0



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware Smart Label 

Printer

1

0

0

0

1

0

Total 17

0

0

0

17

0

None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Performance None 3

0

0

0

3

0

Total 3

0

0

0

3

0

Virus None 11

0

0

0

11

0

Symantec 

AntiVirus

2

0

0

0

2

0

Total 13

0

0

0

13

0

Total 41

0

0

0

41

0

Print/Copy/Sca

n/Fax

Error Code DYMO Label 1

0

0

0

1

0

None 2

0

0

0

2

0

Total 3

0

0

0

3

0

Incident None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Paper Jam None 2

0

0

0

2

0



Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Paper Jam Total 2

0

0

0

2

0

Toner/Fuser/Ink None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 8

0

0

0

8

0

Total 123
2

0
0

123
2

Metro B Help 

Desk

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 2

0

0

0

2

0

Total 2

0

0

0

2

0

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 4

0

0

0

4

0



Low Medium Total

Voice 

Operations

Total 4
0

0
0

4
0

Voice/Data/WA

N Services

Telecom Hardware None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Total 131
2

2
0

133
2



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Low Medium Total

Capitol Hosting Application Error None 1

0.18

0

0.00

1

0.18

Total 1

0.18

0

0.00

1

0.18

Total 1

0.18

0

0.00

1

0.18

Server Error None 0

0.00

1

0.32

1

0.32

Total 0

0.00

1

0.32

1

0.32

Total 0

0.00

1

0.32

1

0.32

Total 1
0.18

1
0.32

2
0.25

Fuel Network Gascard Card Gascard 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Total 1

0.04

0

0.00

1

0.04

Total 1
0.04

0
0.00

1
0.04

Help Desk Application Error None 0

0.00

1

0.20

1

0.20

Total 0

0.00

1

0.20

1

0.20



Low Medium Total

Help Desk Application Total 0

0.00

1

0.20

1

0.20

Total 0
0.00

1
0.20

1
0.20

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0.00

0

0.00

2

0.00

Microsoft 

Access

1

0.00

0

0.00

1

0.00

Microsoft Excel 2

0.00

0

0.00

2

0.00

Microsoft Word 6

0.00

0

0.00

6

0.00

None 13

0.04

0

0.00

13

0.04

Novell 

GroupWise

1

0.00

0

0.00

1

0.00

PGP Desktop 

Security

2

0.00

0

0.00

2

0.00

Systm Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

Tempo for 

Windows

2

0.00

0

0.00

2

0.00

Total 30

0.02

0

0.00

30

0.02

Total 30

0.02

0

0.00

30

0.02

Application Error Adobe Acrobat 

8.0 

1

0.00

0

0.00

1

0.00

Adobe 

Contribute

1

0.00

0

0.00

1

0.00

Adobe Creative 

Suite 3 Design 

1

0.00

0

0.00

1

0.00



Low Medium Total

Metro B 

Desktop 

Support

Application Error Internet 

Explorer

2

0.00

0

0.00

2

0.00

Microsoft 

Access 2003

2

0.00

0

0.00

2

0.00

Microsoft Word 1

0.00

0

0.00

1

0.00

None 12

0.20

0

0.00

12

0.20

Novell 

GroupWise

5

0.00

0

0.00

5

0.00

Oracle Client 

Software

2

0.00

0

0.00

2

0.00

PGP 1

0.00

0

0.00

1

0.00

Total 28

0.09

0

0.00

28

0.09

Reporting None 2

0.38

0

0.00

2

0.38

Total 2

0.38

0

0.00

2

0.38

Total 30

0.12

0

0.00

30

0.12

Mobile Devices Error BlackBerry 

Configuration

1

0.00

0

0.00

1

0.00

BlackBerry 

Enterprise 

2

0.00

0

0.00

2

0.00

Total 3

0.00

0

0.00

3

0.00

None BlackBerry 

Enterprise 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00



Low Medium Total

Metro B 

Desktop 

Support

Mobile Devices Total 4

0.00

0

0.00

4

0.00

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Incident Novell Client 

for 32-bit 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Password Microsoft 

Terminal 

1

0.00

0

0.00

1

0.00

None 1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

6

0.00

0

0.00

6

0.00

Total 8

0.00

0

0.00

8

0.00

Total 10

0.00

0

0.00

10

0.00

PC/Laptop Error None 5

0.02

0

0.00

5

0.02

OpenOffice.org 1

0.00

0

0.00

1

0.00

Total 6

0.02

0

0.00

6

0.02

Hardware Microsoft 

Windows XP 

1

0.00

0

0.00

1

0.00

None 15

0.02

0

0.00

15

0.02

Smart Label 

Printer

1

0.00

0

0.00

1

0.00



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware Total 17

0.02

0

0.00

17

0.02

None None 2

0.05

0

0.00

2

0.05

Total 2

0.05

0

0.00

2

0.05

Performance None 3

0.00

0

0.00

3

0.00

Total 3

0.00

0

0.00

3

0.00

Virus None 11

0.00

0

0.00

11

0.00

Symantec 

AntiVirus

2

0.00

0

0.00

2

0.00

Total 13

0.00

0

0.00

13

0.00

Total 41

0.02

0

0.00

41

0.02

Print/Copy/Sca

n/Fax

Error Code DYMO Label 1

0.00

0

0.00

1

0.00

None 2

0.00

0

0.00

2

0.00

Total 3

0.00

0

0.00

3

0.00

Incident None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Paper Jam None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00



Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 8

0.00

0

0.00

8

0.00

Total 123
0.04

0
0.00

123
0.04

Metro B Help 

Desk

_No Tier 2 None None 1

0.06

0

0.00

1

0.06

Total 1

0.06

0

0.00

1

0.06

Total 1

0.06

0

0.00

1

0.06

Total 1
0.06

0
0.00

1
0.06

Voice 

Operations

Telecom Call/Receive None 2

0.10

0

0.00

2

0.10

Total 2

0.10

0

0.00

2

0.10

None None 1

0.07

0

0.00

1

0.07

Total 1

0.07

0

0.00

1

0.07

Voice Mail None 1

0.13

0

0.00

1

0.13

Total 1

0.13

0

0.00

1

0.13

Total 4

0.10

0

0.00

4

0.10

Total 4
0.10

0
0.00

4
0.10



Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware None 1

0.08

0

0.00

1

0.08

Total 1

0.08

0

0.00

1

0.08

Total 1

0.08

0

0.00

1

0.08

Total 1
0.08

0
0.00

1
0.08

Total 131
0.05

2
0.26

133
0.05



Low Medium Total

Capitol Hosting Application Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Server Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 1
0

1
0

2
0

Fuel Network Gascard Card Gascard 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Help Desk Application Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



Low Medium Total

Help Desk Application Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0

0

0

2

0

Microsoft 

Access

1

0

0

0

1

0

Microsoft Excel 2

0

0

0

2

0

Microsoft Word 6

0

0

0

6

0

None 13

0

0

0

13

0

Novell 

GroupWise

1

0

0

0

1

0

PGP Desktop 

Security

2

0

0

0

2

0

Systm Microsoft 

Windows XP 

1

0

0

0

1

0

Tempo for 

Windows

2

0

0

0

2

0

Total 30

0

0

0

30

0

Total 30

0

0

0

30

0

Application Error Adobe Acrobat 

8.0 

1

0

0

0

1

0

Adobe 

Contribute

1

0

0

0

1

0

Adobe Creative 

Suite 3 Design 

1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

Application Error Internet 

Explorer

2

0

0

0

2

0

Microsoft 

Access 2003

2

0

0

0

2

0

Microsoft Word 1

0

0

0

1

0

None 12

0

0

0

12

0

Novell 

GroupWise

5

0

0

0

5

0

Oracle Client 

Software

2

0

0

0

2

0

PGP 1

0

0

0

1

0

Total 28

0

0

0

28

0

Reporting None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Total 30

0

0

0

30

0

Mobile Devices Error BlackBerry 

Configuration

1

0

0

0

1

0

BlackBerry 

Enterprise 

2

0

0

0

2

0

Total 3

0

0

0

3

0

None BlackBerry 

Enterprise 

1

0

0

0

1

0

Total 1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

Mobile Devices Total 4

0

0

0

4

0

Network Error None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Incident Novell Client 

for 32-bit 

1

0

0

0

1

0

Total 1

0

0

0

1

0

Password Microsoft 

Terminal 

1

0

0

0

1

0

None 1

0

0

0

1

0

Novell Client 

for 32-bit 

6

0

0

0

6

0

Total 8

0

0

0

8

0

Total 10

0

0

0

10

0

PC/Laptop Error None 5

0

0

0

5

0

OpenOffice.org 1

0

0

0

1

0

Total 6

0

0

0

6

0

Hardware Microsoft 

Windows XP 

1

0

0

0

1

0

None 15

1

0

0

15

1

Smart Label 

Printer

1

0

0

0

1

0



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware Total 17

1

0

0

17

1

None None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Performance None 3

1

0

0

3

1

Total 3

1

0

0

3

1

Virus None 11

1

0

0

11

1

Symantec 

AntiVirus

2

0

0

0

2

0

Total 13

1

0

0

13

1

Total 41

3

0

0

41

3

Print/Copy/Sca

n/Fax

Error Code DYMO Label 1

0

0

0

1

0

None 2

0

0

0

2

0

Total 3

0

0

0

3

0

Incident None 2

0

0

0

2

0

Total 2

0

0

0

2

0

Paper Jam None 2

1

0

0

2

1

Total 2

1

0

0

2

1



Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 8

1

0

0

8

1

Total 123
4

0
0

123
4

Metro B Help 

Desk

_No Tier 2 None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Voice 

Operations

Telecom Call/Receive None 2

1

0

0

2

1

Total 2

1

0

0

2

1

None None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 4

1

0

0

4

1

Total 4
1

0
0

4
1



Low Medium Total

Voice/Data/WA

N Services

Telecom Hardware None 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1

0

0

0

1

0

Total 1
0

0
0

1
0

Total 131
5

2
0

133
5



Low Medium Total

Capitol Hosting Application Error None 1

0.31

0

0.00

1

0.31

Total 1

0.31

0

0.00

1

0.31

Total 1

0.31

0

0.00

1

0.31

Server Error None 0

0.00

1

0.32

1

0.32

Total 0

0.00

1

0.32

1

0.32

Total 0

0.00

1

0.32

1

0.32

Total 1
0.31

1
0.32

2
0.32

Fuel Network Gascard Card Gascard 1

0.08

0

0.00

1

0.08

Total 1

0.08

0

0.00

1

0.08

Total 1

0.08

0

0.00

1

0.08

Total 1
0.08

0
0.00

1
0.08

Help Desk Application Error None 0

0.00

1

0.20

1

0.20

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



Low Medium Total

Help Desk Application Error Total 0

0.00

1

0.20

1

0.20

Total 0

0.00

1

0.20

1

0.20

Total 0
0.00

1
0.20

1
0.20

Metro B 

Desktop 

Support

_No Tier 2 None Adobe Acrobat 

8.0 

2

0.00

0

0.00

2

0.00

Microsoft 

Access

1

0.97

0

0.00

1

0.97

Microsoft Excel 2

0.00

0

0.00

2

0.00

Microsoft Word 6

0.00

0

0.00

6

0.00

None 13

0.04

0

0.00

13

0.04

Novell 

GroupWise

1

0.00

0

0.00

1

0.00

PGP Desktop 

Security

2

0.00

0

0.00

2

0.00

Systm Microsoft 

Windows XP 

1

0.62

0

0.00

1

0.62

Tempo for 

Windows

2

0.00

0

0.00

2

0.00

Total 30

0.11

0

0.00

30

0.11

Total 30

0.11

0

0.00

30

0.11

Application Error Adobe Acrobat 

8.0 

1

0.00

0

0.00

1

0.00

Adobe 

Contribute

1

0.00

0

0.00

1

0.00



Low Medium Total

Metro B 

Desktop 

Support

Application Error Adobe Creative 

Suite 3 Design 

1

0.00

0

0.00

1

0.00

Internet 

Explorer

2

0.19

0

0.00

2

0.19

Microsoft 

Access 2003

2

0.00

0

0.00

2

0.00

Microsoft Word 1

0.00

0

0.00

1

0.00

None 12

1.04

0

0.00

12

1.04

Novell 

GroupWise

5

0.26

0

0.00

5

0.26

Oracle Client 

Software

2

0.82

0

0.00

2

0.82

PGP 1

8.62

0

0.00

1

8.62

Total 28

1.04

0

0.00

28

1.04

Reporting None 2

0.38

0

0.00

2

0.38

Total 2

0.38

0

0.00

2

0.38

Total 30

0.99

0

0.00

30

0.99

Mobile Devices Error BlackBerry 

Configuration

1

0.00

0

0.00

1

0.00

BlackBerry 

Enterprise 

2

0.00

0

0.00

2

0.00

Total 3

0.00

0

0.00

3

0.00

None BlackBerry 

Enterprise 

1

0.00

0

0.00

1

0.00



Low Medium Total

Metro B 

Desktop 

Support

Mobile Devices None Total 1

0.00

0

0.00

1

0.00

Total 4

0.00

0

0.00

4

0.00

Network Error None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Incident Novell Client 

for 32-bit 

1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Password Microsoft 

Terminal 

1

0.00

0

0.00

1

0.00

None 1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

6

0.00

0

0.00

6

0.00

Total 8

0.00

0

0.00

8

0.00

Total 10

0.00

0

0.00

10

0.00

PC/Laptop Error None 5

5.66

0

0.00

5

5.66

OpenOffice.org 1

0.37

0

0.00

1

0.37

Total 6

4.78

0

0.00

6

4.78

Hardware Microsoft 

Windows XP 

1

3.17

0

0.00

1

3.17

None 15

2.92

0

0.00

15

2.92



Low Medium Total

Metro B 

Desktop 

Support

PC/Laptop Hardware Smart Label 

Printer

1

0.00

0

0.00

1

0.00

Total 17

2.81

0

0.00

17

2.81

None None 2

0.42

0

0.00

2

0.42

Total 2

0.42

0

0.00

2

0.42

Performance None 3

13.60

0

0.00

3

13.60

Total 3

13.60

0

0.00

3

13.60

Virus None 11

1.13

0

0.00

11

1.13

Symantec 

AntiVirus

2

1.04

0

0.00

2

1.04

Total 13

1.11

0

0.00

13

1.11

Total 41

3.48

0

0.00

41

3.48

Print/Copy/Sca

n/Fax

Error Code DYMO Label 1

0.89

0

0.00

1

0.89

None 2

0.44

0

0.00

2

0.44

Total 3

0.59

0

0.00

3

0.59

Incident None 2

0.00

0

0.00

2

0.00

Total 2

0.00

0

0.00

2

0.00

Paper Jam None 2

3.60

0

0.00

2

3.60



Low Medium Total

Metro B 

Desktop 

Support

Print/Copy/Sca

n/Fax

Paper Jam Total 2

3.60

0

0.00

2

3.60

Toner/Fuser/Ink None 1

0.00

0

0.00

1

0.00

Total 1

0.00

0

0.00

1

0.00

Total 8

1.38

0

0.00

8

1.38

Total 123
1.73

0
0.00

123
1.73

Metro B Help 

Desk

_No Tier 2 None None 1

0.06

0

0.00

1

0.06

Total 1

0.06

0

0.00

1

0.06

Total 1

0.06

0

0.00

1

0.06

Total 1
0.06

0
0.00

1
0.06

Voice 

Operations

Telecom Call/Receive None 2

4.25

0

0.00

2

4.25

Total 2

4.25

0

0.00

2

4.25

None None 1

0.09

0

0.00

1

0.09

Total 1

0.09

0

0.00

1

0.09

Voice Mail None 1

0.28

0

0.00

1

0.28

Total 1

0.28

0

0.00

1

0.28

Total 4

2.22

0

0.00

4

2.22



Low Medium Total

Voice 

Operations

Total 4
2.22

0
0.00

4
2.22

Voice/Data/WA

N Services

Telecom Hardware None 1

1.76

0

0.00

1

1.76

Total 1

1.76

0

0.00

1

1.76

Total 1

1.76

0

0.00

1

1.76

Total 1
1.76

0
0.00

1
1.76

Total 131
1.70

2
0.26

133
1.66

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe Acrobat 8.0 ProfessionalINC000000058384

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft WordINC000000059354

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft WordINC000000059807

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:PGP Desktop SecurityINC000000059813

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Novell GroupWiseINC000000062036

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000062984

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000063109

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:PGP Desktop SecurityINC000000063150

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Systm Microsoft Windows XP ProfessionalINC000000063467

No  1.24TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000064392

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Tempo for WindowsINC000000065422

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.13TIR:TIR Missed:NoneINC000000066079

No  0.13TTR:TTR Missed:Metro B Help Desk Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.57TIR:TIR Missed:NoneINC000000066090

No  0.57TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000066464

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality



_No Tier 2 NoNone  0.00TIR:TIR Missed:Tempo for WindowsINC000000066844

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067246

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067258

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft WordINC000000067706

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000067728

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft WordINC000000067742

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft AccessINC000000068622

No  1.95TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft WordINC000000068808

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000068815

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft ExcelINC000000068825

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000068834

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft ExcelINC000000069108

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069909

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000069943

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Microsoft WordINC000000069949

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000070066

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

_No Tier 2 NoNone  0.00TIR:TIR Missed:Adobe Acrobat 8.0 ProfessionalINC000000071408

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.37TIR:TIR Missed:NoneINC000000059552

No  0.62TTR:TTR Missed:Capitol Hosting Low ClosedEnvironmental Quality

Application NoError  0.39TIR:TIR Missed:NoneINC000000059556

No  0.39TTR:TTR Missed:Help Desk Medium ClosedEnvironmental Quality

Application YesReporting  1.13TIR:TIR Missed:NoneINC000000060187

No  1.13TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application YesError  2.65TIR:TIR Missed:NoneINC000000060968

No  11.99TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000061386

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000061559

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:PGPINC000000062075



No  17.24TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000063955

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000063959

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Adobe Creative Suite 3 Design PremiumINC000000063967

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000064409

No  0.89TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000064859

No  0.57TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000065300

No  2.68TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000065892

No  0.81TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000065897

No  0.83TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Adobe Acrobat 8.0 ProfessionalINC000000066550

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Microsoft WordINC000000066556

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Adobe ContributeINC000000066619

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000066623

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000068287

No  1.37TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoReporting  0.00TIR:TIR Missed:NoneINC000000068363

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Microsoft Access 2003INC000000068959

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Oracle Client SoftwareINC000000069351

No  1.93TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Oracle Client SoftwareINC000000069415

No  1.37TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000069921

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000070149

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Microsoft Access 2003INC000000070308

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000070381

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000070517

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000070609

No  0.92TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000071860



No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Application NoError  0.00TIR:TIR Missed:NoneINC000000072028

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Gascard NoCard  0.09TIR:TIR Missed:GascardINC000000069711

No  0.17TTR:TTR Missed:Fuel Network Low ResolvedEnvironmental Quality

Mobile Devices NoError  0.00TIR:TIR Missed:BlackBerry ConfigurationINC000000063954

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Mobile Devices NoError  0.00TIR:TIR Missed:BlackBerry Enterprise ServerINC000000063997

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Mobile Devices NoError  0.00TIR:TIR Missed:BlackBerry Enterprise ServerINC000000070750

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Mobile Devices NoNone  0.00TIR:TIR Missed:BlackBerry Enterprise ServerINC000000070786

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:Microsoft Terminal Server ClientINC000000059787

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoError  0.00TIR:TIR Missed:NoneINC000000062027

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000062939

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000062948

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000062951

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000064312

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000064374

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000064853

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Network NoIncident  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000067774

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Network NoPassword  0.00TIR:TIR Missed:NoneINC000000069934

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000058007

No  0.59TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000058014

No  0.55TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000058016

Yes  12.16TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000058399

No  2.53TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000058941

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000059599



No  5.28TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000060288

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000060838

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000061164

Yes  23.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:Symantec AntiVirusINC000000061235

No  3.13TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000062943

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000063118

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000063330

No  0.82TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:OpenOffice.orgINC000000063332

No  0.73TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000063469

No  6.35TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000063577

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000063999

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000064551

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000064613

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:Smart Label PrinterINC000000064703

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000064905

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000064978

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000065644

No  2.17TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000065871

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoNone  0.00TIR:TIR Missed:NoneINC000000065886

No  0.80TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoError  0.00TIR:TIR Missed:NoneINC000000065900

No  8.11TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000065968

No  1.80TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoNone  0.14TIR:TIR Missed:NoneINC000000066060

No  0.89TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.40TIR:TIR Missed:NoneINC000000066110

No  2.89TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000066179



No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000066547

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:Symantec AntiVirusINC000000066552

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000066577

No  0.33TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoError  0.14TIR:TIR Missed:NoneINC000000066581

No  44.79TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoPerformance  0.00TIR:TIR Missed:NoneINC000000066594

No  53.33TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000066705

Yes  49.37TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000068018

No  0.27TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000068806

No  1.25TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000070968

No  1.79TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000072034

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000072035

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000059596

No  1.36TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoPaper Jam  0.00TIR:TIR Missed:NoneINC000000062102

Yes  13.56TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000062910

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000063798

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoPaper Jam  0.00TIR:TIR Missed:NoneINC000000064411

No  0.85TTR:TTR Missed:Metro B Desktop Support Low ClosedEnvironmental Quality

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:DYMO LabelINC000000067491

No  1.77TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoError Code  0.00TIR:TIR Missed:NoneINC000000068284

No  0.41TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000071400

No  0.00TTR:TTR Missed:Metro B Desktop Support Low ResolvedEnvironmental Quality

Server NoError  0.65TIR:TIR Missed:NoneINC000000061971

No  0.65TTR:TTR Missed:Capitol Hosting Medium ClosedEnvironmental Quality

Telecom NoCall/Receive  0.25TIR:TIR Missed:NoneINC000000059637

Yes  13.24TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality

Telecom NoCall/Receive  0.15TIR:TIR Missed:NoneINC000000062105

No  3.77TTR:TTR Missed:Voice Operations Low ClosedEnvironmental Quality



Telecom NoHardware  0.15TIR:TIR Missed:NoneINC000000064051

No  3.52TTR:TTR Missed:Voice/Data/WAN Services Low ClosedEnvironmental Quality

Telecom NoNone  0.14TIR:TIR Missed:NoneINC000000067688

No  0.19TTR:TTR Missed:Voice Operations Low ResolvedEnvironmental Quality

Telecom NoVoice Mail  0.27TIR:TIR Missed:NoneINC000000068361

No  0.55TTR:TTR Missed:Voice Operations Low ResolvedEnvironmental Quality


